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JODJEFOUTXBTQSFTFOUFEJONPEVMF#ʾFTFDPOTJTUFEPGUIFOFHBUJWFDSJUJDBMJODJ
EFOUTSFQPSUFEJO'SJNBO&EWBSETTPOBOE(ÊSMJOH	
CBTFEPOBOBMZTFT
PGBDUVBMFYQFSJFODFTPGQVCMJDUSBOTQPSUVTFPCUBJOFEGSPNDVTUPNFSDPNQMBJOUT
+PVSOBMPG1VCMJD5SBOTQPSUBUJPO7PM/P

BOE JOUFSWJFXTʾF JODJEFOUT SFGFSSFE UP USFBUNFOUCZFNQMPZFFT SFMJBCJMJUZPG
TFSWJDFTJNQMJDJUZPGJOGPSNBUJPOBOEEFTJHO*OUIFRVFTUJPOOBJSFPOFEFTDSJQUJPO
XBTQSFTFOUFEPOFBDIQBHF
*OTUSVDUJPOTFYQMBJOFEUIBUUIFEFTDSJQUJPOTSFGFSSFEUPFWFOUTUIBUIBEIBQQFOFE
UPCVTPSTUSFFUDBSQBTTFOHFSTJOUIFSFTQPOEFOUTPXOSFHJPO3FTQPOEFOUTXFSF
BTLFE UP SFBEFBDIEFTDSJQUJPODBSFGVMMZ BOE UP JOEJDBUF 	
XIFUIFS UIFZIBE
OFWFSB GFXUJNFTPDDBTJPOBMMZPSSFHVMBSMZFYQFSJFODFEBOZUIJOHTJNJMBS 	
 JG
UIFZEJEOPUSFNFNCFSXIFOJUPDDVSSFEPSJGJUXBTMBTUXFFLMBTUNPOUITPNF
UJNFMBTUZFBSPSFBSMJFSBOE	
IPXOFHBUJWFMZUIFZFYQFSJFODFEUIFJODJEFOU
2ESULTS
ʾFTBUJTGBDUJPOTDBMFTXFSFTVNNFEBOEBWFSBHFEUPZJFME GPVS JOEJDFTDPS
SFTQPOEJOHUPUSFBUNFOUCZFNQMPZFFTSFMJBCJMJUZPGTFSWJDFTJNQMJDJUZPGJOGPSNB
UJPOBOEEFTJHO	'SJNBO&EWBSETTPOBOE(ÊSMJOH
5BCMFSFQPSUTNFBOT
4%T$SPOCBDIT BMQIBT BOE JOUFSDPSSFMBUJPOTCFUXFFO UIF GPVS JOEJDFT BNPOH
SFTQPOEFOUTPGUIFUPUBMTBNQMF
4ABLE  )NTERCORRELATIONS #RONBACHS DSA -EANS AND 3TANDARD $EVIATIONS 
OF )NDEX 6ARIABLES
"ASELINE 3ATISFACTION
"DPSFBJNPGUIFJNQSPWFNFOUTXBTUPJODSFBTFDVTUPNFSTBUJTGBDUJPOJOQVCMJD
USBOTQPSU 'JHVSF TIPXTQFSDFJWFE TBUJTGBDUJPOBNPOH UIF SFTQPOEFOUT JO UIF
QSFTBNQMFʾFIJHIFSUIFTDPSFUIFNPSFTBUJTmFEXJUIUIFTQFDJmDEJNFOTJPO
PGUIFQVCMJDUSBOTQPSUTFSWJDF
  . 4% 3&- 53& 4*. %&4
3FMJBCJMJUZPGTFSWJDF 	3&-
   	

5SFBUNFOUCZFNQMPZFFT 	53&
    	

4JNQMJDJUZJOJOGPSNBUJPO 	4*.
     	

%FTJHO 	%&4
      	

B$SPOCBDITDTBSFHJWFOXJUIJOQBSFOUIFTFTJOUIFNBJOEJBHPOBM
*NQMFNFOUJOH2VBMJUZ*NQSPWFNFOUTJO1VCMJD5SBOTQPSU

&IGURE  3ATISFACTION IN THE 0RE3AMPLE N	
ʾFSFXFSFOPHFOEFSEJĊFSFODFT JO TBUJTGBDUJPO 	Q
)PXFWFS TJHOJmDBOU
EJĊFSFODFTJOTBUJTGBDUJPOXFSFGPVOEXIFOGSFRVFOUVTFSTXFSFDPNQBSFEXJUI
OPOGSFRVFOUVTFSTʾFGPSNFSKVEHFESFMJBCJMJUZPGTFSWJDFMPXFSUIBOUIFMBUUFS
	NFBOGPSGSFRVFOUVTFSTBOEGPSOPOGSFRVFOUVTFSTU
ʾFZ
XFSFBMTPNPSFEJTTBUJTmFEXJUIJOGPSNBUJPO	NFBOGPSGSFRVFOUVTFSTBOE
GPSOPOGSFRVFOUVTFSTU
FNQMPZFFCFIBWJPS	NFBOGPSGSF
RVFOUVTFSTBOEGPSOPOGSFRVFOUVTFSTU
BOEEFTJHO	NFBOGPS
GSFRVFOUVTFSTBOEGPSOPOGSFRVFOUVTFSTU
ʾFSFXFSFOPEJĊFS
FODFTJOTBUJTGBDUJPOCFUXFFOUIPTFXIPIBEOPPSWFSZGFXQPTTJCJMJUJFTUPDIPPTF
PUIFSNFBOTPGUSBWFMUIBOCVT	iDBQUJWFTw
BOEUIPTFXIPIBEBDIPJDF	Q

3ATISFACTION "EFORE AND !FTER 1UALITY )MPROVEMENTS
.FBOSBUJOHTPGUIFQSFUFTUBOEQPTUUFTUTBUJTGBDUJPONFBTVSFTJOUIFEJĊFSFOU
SFHJPOTBSFTVNNBSJ[FEJO5BCMFʾ FSFTVMUTJOEJDBUFUIBUSFTQPOEFOUTJOHFOFSBM
SBUFEUIFTBNFMFWFMTPGQSFUFTUBOEQPTUUFTUTBUJTGBDUJPOJOEFQFOEFOUPGIPNF
SFHJPO
+PVSOBMPG1VCMJD5SBOTQPSUBUJPO7PM/P
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*NQMFNFOUJOH2VBMJUZ*NQSPWFNFOUTJO1VCMJD5SBOTQPSU

3BUJOHTPGQSFUFTU TBUJTGBDUJPOXFSFUIFODPNQBSFEXJUISBUJOHTPG TBUJTGBDUJPO
GPMMPXJOHBTQFDJmDRVBMJUZ JNQSPWFNFOUʾFSFTVMUTEJTQMBZFEJO5BCMFTIPX
UIBURVBMJUZ JNQSPWFNFOUT JO HFOFSBM EPOPU HFOFSBUFIJHIFS TBUJTGBDUJPO *O
NPTUDBTFTUIFSFTQPOEFOUTKVEHFETBUJTGBDUJPOUPCFMPXFSPSVODIBOHFEBGUFS
UIFRVBMJUZJNQSPWFNFOU
4FQBSBUFJOEFQFOEFOUTBNQMFTUUFTUBOBMZTFTBUQXFSFUIFOQFSGPSNFEJO
FBDISFHJPO"TTIPXO JO5BCMFPOMZ GPVSEJĊFSFODFTXFSFEFUFDUFECFUXFFO
QSFUFTU BOEQPTUUFTU BUUSJCVUFTQFDJmD TBUJTGBDUJPO"MM TJHOJmDBOUEJĊFSFODFT
XFSFJOBOFHBUJWFEJSFDUJPO JNQMZJOHUIBUSFTQPOEFOUTSBUFETBUJTGBDUJPOMPXFS
BGUFSBRVBMJUZJNQSPWFNFOUIBECFFODPNQMFUFE*OTVNNBSZUIFSFTVMUTEJEOPU
DPOmSNUIBUTBUJTGBDUJPOOFJUIFS JODSFBTFTOPSEFDSFBTFTXIFOSFTQPOEFOUTBSF
FYQPTFEUPRVBMJUZJNQSPWFNFOUTJOQVCMJDUSBOTQPSUTFSWJDFT
*OEFQFOEFOU UUFTU BOBMZTFT BUQ TIPXFE UIBU UIFSFXFSFOP TJHOJmDBOU
EJĊFSFODFTCFUXFFOUIFQSFBOEQPTUTBNQMFTXJUISFHBSEUPOPOGSFRVFOUBOE
GSFRVFOUVTFST 4BUJTGBDUJPOXJUIRVBMJUZ JNQSPWFNFOUTNBZWBSZ BDDPSEJOH UP
USJQQVSQPTF)PXFWFSBDPNQBSJTPOCFUXFFOXPSLTIPQQJOHBOEMFJTVSFUSJQT
TIPXFEOPTJHOJmDBOUEJĊFSFODFTCFUXFFOQSFBOEQPTUTBNQMFT
.EGATIVE #RITICAL )NCIDENTS "EFORE AND !FTER 1UALITY )MPROVEMENTS
5PJOWFTUJHBUFXIFUIFSRVBMJUZJNQSPWFNFOUTMFBEUPBDIBOHFJOUIFQFSDFJWFE
GSFRVFODZPGOFHBUJWFDSJUJDBMJODJEFOUTNFBOTPGUIFSBUJOHTXFSFDBMDVMBUFEGPS
FBDIUZQFPGOFHBUJWFDSJUJDBMJODJEFOUJOFBDISFHJPO	TFF5BCMF

1SFUFTU SBUJOHTPG GSFRVFODZPGOFHBUJWFDSJUJDBM JODJEFOUTXFSF UIFODPNQBSFE
XJUIUIFQPTUUFTUSBUJOHTPGGSFRVFODZPGOFHBUJWFDSJUJDBMJODJEFOUTJOFBDISFHJPO
ʾF SFTVMUTEJTQMBZFE JO5BCMF JOEJDBUF UIBURVBMJUZ JNQSPWFNFOUTEPHFOFS
BUFTPNFDIBOHFTJOQFSDFJWFEGSFRVFODZPGOFHBUJWFDSJUJDBMJODJEFOUT)PXFWFS
JOTUFBEPGEFDSFBTJOH UIF GSFRVFODZ JU TFFNTBT JG JNQSPWFNFOUT JODSFBTF UIF
GSFRVFODZPGQFSDFJWFEOFHBUJWFDSJUJDBMJODJEFOUT
4FQBSBUF JOEFQFOEFOUTBNQMFT UUFTU BOBMZTFT BUQXFSF UIFOQFSGPSNFE
JO FBDI SFHJPO"T TFFO JO5BCMF TPNF TJHOJmDBOUEJĊFSFODFTXFSFEFUFDUFE
CFUXFFOGSFRVFODZPGOFHBUJWFDSJUJDBMJODJEFOUTCFGPSFBOEBGUFSBOJNQSPWFNFOU
&YDFQUJOUISFFDBTFTBMMTJHOJmDBOUEJĊFSFODFTXFSFJOBOFHBUJWFEJSFDUJPOJNQMZ
JOH UIBU SFTQPOEFOUTQFSDFJWFENPSFOFHBUJWF DSJUJDBM JODJEFOUT BGUFS BRVBMJUZ
JNQSPWFNFOU
+PVSOBMPG1VCMJD5SBOTQPSUBUJPO7PM/P
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*NQMFNFOUJOH2VBMJUZ*NQSPWFNFOUTJO1VCMJD5SBOTQPSU

*O TVNNBSZ UIF SFTVMUTEJEOPUDPOmSNUIBU UIF GSFRVFODZPGOFHBUJWFDSJUJDBM
JODJEFOUTEFDSFBTFTXIFOSFTQPOEFOUTBSFFYQPTFEUPRVBMJUZ JNQSPWFNFOUT JO
QVCMJDUSBOTQPSUTFSWJDFT
#HANGE IN 3ATISFACTION 2ELATED TO 4YPE OF )MPROVEMENT
5PJOWFTUJHBUFUIFSFMBUJPOTIJQCFUXFFOUZQFPGJNQSPWFNFOU	CFUUFSJOGPSNBUJPO
TZTUFNTVQHSBEFEWFIJDMF TUBOEBSE JODSFBTFEOVNCFSPGEFQBSUVSFT BOEOFX
USBWFMDFOUFST
TBUJTGBDUJPOBOEOFHBUJWFDSJUJDBMJODJEFOUTBDPNQBSJTPOCFUXFFO
UIFSBUJOHTPGQSFUFTUBOEQPTUUFTUTBUJTGBDUJPOBOEGSFRVFODZPGOFHBUJWFDSJUJDBM
JODJEFOUTXFSFEPOFXJUIJOFBDI UZQFPGRVBMJUZQSPKFDU *O UIFTFDPNQBSJTPOT
EBUBGSPNFBDISFHJPOJOUSPEVDJOHUIFTBNFRVBMJUZJNQSPWFNFOU	T
XFSFBWFS
BHFE5BCMFTIPXTUIFNFBOSBUJOHTPG TBUJTGBDUJPOBOE GSFRVFODZPGOFHBUJWF
DSJUJDBMJODJEFOUTGPSFBDIUZQFPGRVBMJUZEFWFMPQNFOU
4ABLE  !VERAGE 3ATISFACTION AND &REQUENCY OF 0ERCEIVED .#)S #ORRESPOND
ING TO $IFFERENT 4YPES OF 1UALITY 0ROJECTS
+PVSOBMPG1VCMJD5SBOTQPSUBUJPO7PM/P

4FQBSBUFJOEFQFOEFOUTBNQMFTUUFTUBOBMZTFTBUQXFSFUIFOQFSGPSNFEGPS
FBDIUZQFPGQSPKFDU4JHOJmDBOUEJĊFSFODFTCFUXFFOQSFBOEQPTUUFTUTBUJTGBD
UJPOXFSFEFUFDUFE GPSRVBMJUZQSPKFDUT JOWPMWJOHVQHSBEJOHPGWFIJDMF TUBOEBSE
BOENPSFGSFRVFOUEFQBSUVSFT"HBJOQPTUUFTUTBUJTGBDUJPOXBTSBUFETJHOJmDBOUMZ
MPXFS BGUFS JNQSPWFNFOUT3FTQPOEFOUTXFSF UIFO MFTT TBUJTmFEXJUI UIF SFMJ
BCJMJUZPGUIFTFSWJDFBOEFNQMPZFFCFIBWJPS#FUUFSJOGPSNBUJPOTZTUFNTBOEUIF
DPOTUSVDUJPOPGOFXUSBWFMDFOUFSTEJEOPUDBVTFBOZTJHOJmDBOUDIBOHFJOTBUJTGBD
UJPO
'VSUIFSNPSFDIBOHFT JOQFSDFJWFEGSFRVFODZPGOFHBUJWFDSJUJDBM JODJEFOUTXFSF
SFQPSUFEJOBMMQSPKFDUTFYDFQUPOFUIBUJODMVEFEJNQSPWFNFOUTJOCPUIJOGPSNB
UJPOTZTUFNBOEWFIJDMFTUBOEBSE"HBJONPTUTJHOJmDBOUDIBOHFTXFSFEFUFDUFE
XIFOUIFUSBOTQPSUDPNQBOZJODSFBTFEUIFOVNCFSPGEFQBSUVSFT3FTQPOEFOUT
SBUFEBIJHIFSGSFRVFODZPGOFHBUJWFDSJUJDBMJODJEFOUTSFMBUJOHUPFBSMZEFQBSUVSFT
TDIFEVMJOHQSPCMFNT MBDLPG DPNGPSU BOE SVEF USFBUNFOUCZ FNQMPZFFT 	FH
ESJWFSEJEOPUTUPQUPQFSNJUQBTTFOHFSTUPFNCBSLPSEJTFNCBSL
'PSBMMTJHOJm
DBOUEJĊFSFODFTUIFGSFRVFODJFTPGOFHBUJWFDSJUJDBMJODJEFOUTBU5JNFXFSFSBUFE
IJHIFSUIBOBU5JNF
*O TVNNBSZ UIF SFTVMUT JOEJDBUFE UIBU JNQSPWFNFOUT JO JOGPSNBUJPO TZTUFNT
WFIJDMFTUBOEBSEEFQBSUVSFTBOEOFXUSBWFMDFOUFSTEPOPUJNQSPWFTBUJTGBDUJPO
0OUIFDPOUSBSZUIFEJĊFSFODFTEFUFDUFETIPXFEBEFDSFBTFJOTBUJTGBDUJPO'VS
UIFSNPSFJNQSPWFNFOUTEPOPUEFDSFBTFSFTQPOEFOUTQFSDFQUJPOTPGGSFRVFODZ
PGOFHBUJWFDSJUJDBMJODJEFOUT%JĊFSFODFTEFUFDUFETIPXBOJODSFBTFEGSFRVFODZPG
DSJUJDBMJODJEFOUTʾFEJĊFSFODFTJOTBUJTGBDUJPOBOEDSJUJDBMJODJEFOUTEPOPUTFFN
UPCF MJOLFEUPBOZTQFDJmDRVBMJUZ JNQSPWFNFOU)PXFWFSNPTUDIBOHFTXFSF
EFUFDUFEXIFOUSBOTQPSUDPNQBOJFTJODSFBTFEUIFOVNCFSPGEFQBSUVSFT
#ONCLUSIONS
ʾFNBJOQVSQPTFPGUIJTTUVEZXBTUPFYBNJOFXIFUIFSRVBMJUZ JNQSPWFNFOUT
JOQVCMJD USBOTQPSUIBWFBOZFĊFDUPO TBUJTGBDUJPOBOE GSFRVFODZPGQFSDFJWFE
OFHBUJWFDSJUJDBM JODJEFOUT"O JNQPSUBOUmOEJOH JT UIBU UIF TBUJTGBDUJPOQFPQMF
FYQFSJFODFXIFOVTJOHQVCMJDUSBOTQPSUTFSWJDFTJTJOnVFODFECZRVBMJUZJNQSPWF
NFOUTPOMZUPBMJNJUFEFYUFOUBTTIPXOJOUIFEJĊFSFODFCFUXFFOQSFBOEQPTU
TBUJTGBDUJPOSBUJOHT
%JĊFSFODFTCFUXFFOSFQPSUFETBUJTGBDUJPOTDBMFTJOUIFEJĊFSFOUUJNFMBHT	5JNF
WT5JNF
EJEOPUDPOmSNQSFWJPVTSFTFBSDI	FH#PMUPOBOE%SFX/JMTTPO
*NQMFNFOUJOH2VBMJUZ*NQSPWFNFOUTJO1VCMJD5SBOTQPSU

+PIOTPOBOE(VTUBGTTPO4JNFTUFSFUBM
TIPXJOHUIBURVBMJUZJNQSPWF
NFOUT SBJTF DVTUPNFS TBUJTGBDUJPO *O GBDU UIFPQQPTJUF DBNF UP MJHIU 	JO TPNF
DBTFT TJHOJmDBOUMZ
 JO UIBU UIF SFTQPOEFOUT SFQPSUFE MFTT TBUJTGBDUJPOBGUFS UIF
JNQMFNFOUFERVBMJUZJNQSPWFNFOUʾFSFBSFBUMFBTUUISFFQPTTJCMFFYQMBOBUJPOT
BTUPXIZUIFJNQSPWFNFOUTEJEOPUCPPTUQBTTFOHFSTBUJTGBDUJPO
'JSTUGSFRVFOUOFHBUJWFDSJUJDBMJODJEFOUTTUPSFEJONFNPSZIBWFCFFOTIPXOUP
BĊFDUTBUJTGBDUJPO	'SJNBO
2VBMJUZ JNQSPWFNFOUTDBOCFDPNQMJDBUFECZ
MPOH JNQMFNFOUBUJPOQFSJPETEVSJOHXIJDI TPNF TFSWJDFEJTSVQUJPOT JOFWJUBCMZ
PDDVSʾ VTXIFOVTFSTPGQVCMJDUSBOTQPSUTFSWJDFTFODPVOUFSFERVBMJUZJNQSPWF
NFOUTUIFZTUJMMSFQPSUFEBOJODSFBTFJOGSFRVFODJFTPGOFHBUJWFDSJUJDBMJODJEFOUT
XIJDISFTVMUFEJOMPXFSMFWFMTPGTBUJTGBDUJPOʾ JTJTDPOTJTUFOUXJUImOEJOHTJOQSF
WJPVTSFTFBSDI	'SJNBO&EWBSETTPOBOE(ÊSMJOH'SJNBOBOE(ÊSMJOH

4FDPOEOFHBUJWFDSJUJDBMJODJEFOUTBSFQFSDFJWFEBTTJUVBUJPOTXIFSFJOUFOEFETFS
WJDFQFSGPSNBODFGBJMTUPGVMmMMFYQFDUBUJPOT,OPXMFEHFPGRVBMJUZJNQSPWFNFOUT
NBZJODSFBTFQBTTFOHFSTFYQFDUBUJPOTXIJDIXJMMJODSFBTFUIFOVNCFSPGSFQPSUFE
OFHBUJWFDSJUJDBM JODJEFOUTXIFOUIFQFSGPSNBODFEPFTOPUGVMmMMUIFTFFYQFDUB
UJPOTʾVTJUJTTVHHFTUFEUIBUFYQFDUBUJPOTBCPVUBHJWFOTFSWJDFMFWFMEFUFSNJOF
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